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FIG. 2B 




SCORING PARAMETERS 



Moving forward all the UK RMA's will be shipped from the 
fulfillment center in France Moving forward all the 



Customer Service Competencies 
Call Opening 

• Used Proper Greeting. 

• Asked for Transaction ID. 

• Verified the Customer's Information. 
Comments: 



Score: 
Score: 
Score: 




Customer Service Skills (Accent and Voice) 

• Used good grammar, avoids slang or jargon. Score:_ 

• Rate of Speech mirrored that of customer. Scores 

• Hold courtesies were followed. Score:_ 

• Sounded confident, friendly, and polite. Score:_ 

• Set customer's expectations, used empathy if 
necessary escalated to a supervisor if necessary Scores 

Comments: 



Call Closing 

• Offered additional products. 

• Used proper closing script. 
Comments: 



Score: 
Score: 



Knowledge, Accuracy and Resolution 



Demonstrate knowledge of the product process. Score:_ 

Credit card authorization process followed. Score:_ 

Offered alternate products; add on sales. Score:, 
Accurate and concise information was given to 

the customer. Score: 
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FIG. 2C 
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Call Management- 

• Controlled call pace efficiently and length of call 

was appropriate to request. Score:_ 

• Controlled call tone and length. Score:_ 
Comments: 



Sales 

• Identified sales opportunities. Score:_ 

• Suggested alternate compatible products in 
exchange for return. Score:_ 

Comments: 




Even better tips: 
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QUALITY 
AUDIT 


1 


20% 
Transaction 
Monitoring 


10% 
Transaction 
Monitoring 


5% 
Transaction 
Monitoring 


5% 
Transaction 
Monitoring 


ATS 


1 


Transaction/ 
Agent/ 
Day 


Transaction/ 
Agent/ 
Week 


Transaction/ 
Agent/ 
Week 


Transaction/ 
Agent/ 
Week 


INTERNAL 
CALIBRATION 


1 


1 Hour 
Daily 


3 Hours 
Weekly 


2 Hours 
Weekly 


2 Hours 
Weekly 


CLIENT 
CALIBRATION 
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1 Hour 
Daily 


3 Hours 
Weekly 


2 Hours 
Weekly 


2 Hours 
Weekly 




ANALYST 
. TRAINING 

(2 Weeks) 


WEEK 1 


WEEK 2 


WEEK 3 


Ongoing 



7* 



7^ 



7? 



CM 



5 

o 

UJ 



<r 

UJ 

§ 

D 
O 
O 

z 

< 

UJ 

O 



Kg 
eg 

I 

CD S 



to 



If 
II 

> <D 
£ O 



1 » 

Si 
£ Q 



CO 

s 

••8 
£™ 

a: cm 

UJ w 

:% 
O O 

28«s 

s o> « 

X — [U 

uj u. a. 



S 2 



£2 

Li- 



< 
UJ 

or 

< 
o 
I 

Q_ 

o 
o 

111 

o 



CO 
UJ 



o 
a: 
o 



i- 

o 
< 

CO 

I 



T 

CM 
1° 



UJ 

O 
< 






H 








Q_ 








CO 




UJ 




Q 




> 




RO 




Q_ 




CO 




CO 




UJ 




z 




CO 




D 




CO 


no 




\ 









1 me: BUblNLSS KfcKI-UKMANUfc ANU UJ5 I OMtK UAKt UUALI I Y 

MEASUREMENT 

Inventor: Howard M. Lee 206-447-1336 

Docket No.: 062403. P001 

Express Mail No.: ER 318145750 US 

Filing Date: October 22, 2003 

Page 11 of 12 



FIG. 6 
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AGENT APPLIES TO BUSINESS 
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AGENT APPLICANT TAKES TEST FOR JOB 
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DAILY AGENT MONITORING 
(1X-4X OR MORE) 

ON-GOING SCORING OF AGENT 

TRAINING 

EVEN BETTER FEEDBACK 
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